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Abstract 
In the backdrop of increasing awareness about employee behavior in service industry, this paper explores the relationship 
between Role Clarity, OCB in service organizations. The sample consisted of 198 Respondents from Indian organizations. On 
application of Regression Analysis, the results portrayed that: (a) Role Clarity was found to be significantly predicting OCB; (b) 
one of the interesting finding of the study was that Male gender highly moderated the positive relationship between Role Clarity 
and OCB in comparison with when Female gender was treated as moderator; (c) Also, it was found in the study that High 
experience level resulted in high positive relationship between role clarity and OCB in comparison with  Low experience level. 
The practical and future implications of moderation results  in service setup are also discussed. 
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1.Introduction 
Employees are considered as bloodline for any service organization. Since, services are consumed on the spot, the 
experience provided by employees makes them service producers in real term. This vital role played by service 
employees brings them into sharp focus.a large number of researches have been conducted on service quality in last 
few dacades (Parasuraman et al., 1988; Carmen, 1990; Cronin and Taylor, 1992), however, comparativiely little 
focus has been given on identifying the factors impacting employee’s behavior to deliver service quality and also to 
establish the antecedents for quality service by employees. On this Zeithaml and Bitner (1996) said “because contact 
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employees represent the organization and can directly influence customer satisfaction, they perform the role of 
marketers..whether acknowledged or not…service employees perform marketing functions. They can perform these 
functions well. To the organization’s advantage, or poorly, to the organization’s detriment” (pp. 304). The most 
important question in front of service organizations now a days is to make sure that employees feel attached to 
organization and act like citizens to it. 
Organizational citizenship behavior (OCB) has proved to be a popular subject with wide readership. The true 
measure of its popularity is the number of studies which have crossed the 700 mark, conducted on it and related 
subjects, since its inception in the 1980’s by Organ and colleagues (Bateman & Organ 1983; Smith et al. 1983). To 
name a few related constructs- organizational citizenship performance, extra-role behavior, pro-social behavior is 
favored. OCB studies also focussed upon its antecedents like employee attitude, personality traits, leader behavior; 
and also the effect OCB put on organizational and individual outcomes (Organ et al. 2006).  
OCB being an in-role or extra-role behavior has been a constant source of debate while defining OCB. Organ (1997) 
also stressed on the Role clarity as antecedent of OCB. There are good number of researches dealing with 
demography in OCB orientation; but most of them have focused on a single variable of demography like age (Kuehn 
& Al-Busaidi, 2002; Perry et al., 1999) and gender (Organ & Ryan, 1995; Kidder & Parks, 1993) and position 
(Morrison, 1994). Moreover, most of these studies have been conducted in Northern America and Europe and so it 
becomes important to know whether there is a significant difference in OCB among various cultures. 
Our study is also based upon this concept, we believe that a true organization’s citizen will provide his best to satify 
customers in an service organization. To find out OCB as an outcome, we tried to study OCB with Role Clarity and 
also considered demographic prospective with the help of various demographic variables. Our study aims to 
understand the moderating effects of these variables on the relationship of Role Clarity and OCB in Indian service 
setup. 
The objectives of this study are: 
(1) Examine the effect of Role Clarity on OCB. 
(2) Investigate the moderating effect of demographic variables on the relationship between Role Clarity and 
OCB. 
To reach these objectives, various Hypotheses were made and a series of tests were performed to test them. 
 
2. Literature Review 
 
2.1. Organizational Citizenship behavior (OCB) 
OCB has been described by Organ with two definitions: “behavior that is discretionary, not directly or explicitly 
recognized by the formal reward system, and that in the aggregate promotes the effective functioning of the 
organization” (1988, 4), and subsequently a behavior that contributes “to the maintenance and enhancement of the 
social and psychological context that supports task performance” (1997, 91). 
OCB generally involves behaviors like helping and cooperation, acceptance of additional responsibilities, high 
tolerance for hassle, keeping updates of the organization’s affairs (Organ et al., 2006). Furthermore, it has been 
established that high level of involvement in the OCB of employees makes an organization more effective and 
competitive (Bolino et al., 2002; Organ et al., 2006). There has been a rapid increase in the number of studies on 
OCB over the past few years (Podsakoff et al., 2000). Generally, OCB has been observed to be motivated by 
individually held pro-social values or concern for organizations (Organ, 1988; Organ et al., 2006).  
These impulsive behaviors in employees have led to positive climate and also sufficiency and effectiveness. 
Acceptance of this fact led organizations to motivate supervisors and managers to promote subordinate’s voluntary 
actions in order to  generate an improved work environment, superior work outcomes, and encouragement of the 
ambitions of the organization as a whole (LePine et al., 2002; Organ & Ryan, 1995). OCB gave ground to other 
similar concepts like pro-social behavior (Baruch et al., 2004), contextual performance (Motowidlo et al., 1997) and 
extra-role behavior (Van Dyne et al., 1995). 
Though there is an absence of consensus on the scope of OCB, five projected dimensions of OCB by Organ (1988) 
are used worldwide. The Dimensions are Altruism, Courtesy, Conscientiousness, Sportsmanship and Civic virtue. 
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2.2. Role Clarity and Organisational Citizenship Behavior (OCB) 
As defined by Shoemaker (1999), role clarity is “the degree to which a person is convinced concerning how he/she 
is expected to do a job” (p. 3). The level of clarity has also been linked to performance whereby an individual who is 
clear about his/her role will be more confident in fulfilling that particular function (Braxton, 2008). Smith et al. 
(1983) stated that OCB are actions that your supervisor would want you to do, though he can’t make you do it 
formally and also cannot guarantee any reward in return. So, by this, even those behaviors comes under clarity 
regarding superior and hence a part of role clarity.  In a study conducted by Morrison (1994), 18 out of 20 questions 
asked were identified by most as “in- role”. He also added that OCB varies from one employee to next one and from 
supervisor to employee. 
Role Clarity’s negative dimensions, i.e. Role conflict and Role Ambiguity were found significantly negatively 
related to OCB by a study done by Podsakoff et al.(2000). Kwon (2002) also found similar results with Role 
ambiguity and Altruism. 
Therefore, previous Literature leads us to following Hypothesis: 
H1:  Role Clarity will relate positively to Organisational Citizenship Behavior (OCB). 
 
2.3. Demographic variables and OCB 
Kuehn & Al Busaidi (2002) studied age and OCB link in Oman and found lower score of respondends under 30 
years of age than those above 40 years; also they found lower work satisfaction and willingness in young 
respondents comparatively. Similar results were reported by Zhang & Li (2001) from China, with lower 
organizational loyalty and high turnover in younger generation compared to the older generation. Zhang & Li (2001) 
stated the reasons for this as the viewpoint on the relationship of both generations with the organization. Younger 
generation takes it as a kind of exchange, whereas the older generation looks for interest of the company. 
Lam et al. (1999) found a significant difference in ratings done by both supervisor and subordinate, with supervisor 
considering OCB as part of the job to a greater extent than compared to subordinate. Morrison (1994) also stated 
that the supervisor perceives OCB as in-role compared to subordinates. These studies capture the difference in role 
perception according to position one holds. 
Lovel et al. (1999) stated that traits of OCB like kindness, understanding, helpful to others and devotion to others are 
similar to feminine behaviors. At workplace, women favor job conditions that present interpersonal orientation, 
which comprise prospects to make friends, work with others and kindness (Konrad et al., 2000). Some empirical 
support in favour of higher level of altruism and helping behavior in women than men is also found (e.g., Kark & 
Waismel-Manor, 2005; Lovel et al., 1999; Morrison, 1994). 
As stated by (Ucanok, 2008), “work experience as a concept is quite important to decode and decipher the dynamics 
underlying extra-role behavior and developing organizational strategies” (p. 160). Turnipseed & Murkison (2000), 
also mentioned that “the length of time in the organization is directly related to positive feelings towards one’s 
employer (Salancik, 1977) and these feelings may result in some level of OCB” (p. 285). 
H2:  Age moderates the role clarity- OCB relationship. 
H3: Position moderates the role clarity- OCB relationship. 
H4: Gender moderates the role clarity- OCB relationship. 
H3: Work experience moderates the role clarity- OCB relationship. 
  
Figure 1: Hypothesized Model of Research 
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3. Methodology 
 
3.1. Respondents and Procedure 
About 198 executives from Private as well as Public Power companies, took part in the study. The Questionnaires 
were distributed to respondents taking into consideration their willingness and interest to give responses. The data 
was collected through face to face Interactions. 
 
Table 1: Respondent’s Demography 
Category No. of  Respondents %age 
Gender  
Male 144 72.08 
Female 54 27.92 
Age  
20-30 years 53 26.76 
30-40 years 75 37.87 
40 & above 70 35.35 
Job Hierarchy  
Junior Level 58 29.29 
Middle Level 111 56.06 
Senior Level 29 14.64 
Organization sector  
Private 69 34.84 
Public 129 65.16 
Experience with Current Organization  
0-5 35 17.67 
5-10 49 24.74 
10-15 28 14.14 
15-20 17 8.58 
20 & above 69 34.84 
 
Individual scores of respondents were calculated by averaging the item responses. To find of the relationships 
among dependent variable, moderating variables and independent variable, Pearson’s correlation analysis was 
performed. In order to test various Hypotheses in research, a series of multiple regressions were performed. The 
SPSS version 20th was deployed to perform the analysis for this study. 
 
3.2. Measures 
Role Ambiguity: Role Clarity Questionnaire by Udai Pareek (2002) was used to assess Level of Role Clarity among 
the employees in organizations in the study. The Role Clarity Questionnaire comprises of 15 items and is a 5-point 
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Likert scale ranging from “very little clarity” (1) to “Quite Clear” (5). The construct showed a good internal 
consistency (Cronbach’s α = 0.936).  Some sample items of the questionnaire are ‘What your senior officers expect 
from you’, ‘rules, regulations and procedures relevant for your role’, ‘Appraisal system to assess how well you 
perform in your role’. 
OCB was measured on five- point Likert Scale adopted from Podsakoff et al. (1990). Scale consisted of 24 items. 
The choices ranged from “Strongly Disagree” (1) to “Strongly Agree” (5). The construct showed an acceptable 
internal consistency (Cronbach’s α = 0.80).   Some sample items of the questionnaire are ‘I help others who have 
heavy workloads’, ‘I know how to report complaints and suggestions peacefully’ and ‘I willingly help others who 
have work related problems’. 
To capture the Age, 3 point scale is used with option ranging from 1 (20-30 years) to 3 (40 & above). 
For Gender, 2 point scale was used. 1 represented Female and 2 to represent Male respondents. 
To know the position of respondents, 3 point scale representing 1 for junior level, 2 for middle level and 3 for senior 
level is used. 
To know work Experience level of employees, 5 point scale was used to project ranges of Experience, in which 
respondents selected the range according to the total work experience they possess. 
 
4. Data Analysis and Results 
 
Table 2: Means, standard deviations and correlations 
Variables Mean S.D. 1 2 3 4 5 6 
Age (1)  4.13 1.69 -      
Gender (2)  1.72 0.44 - -     
Position (3) 1.85 0.64 - - -    
Work Exp. (4) 3.18 1.55 - - - -   
OCB (5) 3.64 0.52 0.02 0.21** 0.06 0.17* 1  
Role |Clarity (6) 3.89 0.70 -0.03 0.16* 0.05 0.09* 0.55** 1 
*p<.05; **p<.01 
 
4.1. Descriptive Statistics and Correlation between variables 
Means, Standard deviation and correlations for the study’s variable are given in table 2. Age and position failed to 
have a positive relation with role clarity or OCB. Gender had positive correlation with the Role Clarity (r=0.16, 
p<0.05) but it had a highest positive relationship with OCB (r=0.21, p<0.01). Work Experience also showed a 
positive relationship with both Role Clarity (r=0.09, p<0.05) and OCB (r=0.17, p<0.05). Role Clarity was also 
found to have a positive relationship with OCB(r=0.55, p<0.01).  
 
4.2. Hypothesis test for moderators 
To reach our analysis, Moderated multiple regressions were deployed to test H2 and H3. The path given by Aiken 
and West (1991) was followed to find out the moderating effect. Both of the predictor and moderator variables were 
centred by subtracting the means from the observed scores; an interaction term was created by multiplying both the 
centred variables. First, regression was run with both predictor and moderator. Then, a multiple regression was run 
with both the variables and the interaction term as predictors of OCB. Out of all the moderating variables, only 
gender and work experience gave significant results. Therefore, we have covered moderation results of only gender 
and work experience here. 
 
Table 3: Multiple Regression Analysis for Moderating role of Gender 
Variables β R2 Sig. 
RC 0.551 0.304 .000 
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Gender 0.215 0.046 .002 
Gender x RC -0.135 0.338 .023 
Note: Dependent variable = OCB 
 
Role Clarity significantly predicted OCB (β = 0.55, p <0.01). Gender significantly predicted OCB (β = 0.21, p 
<0.05). The interaction term also gave significant result (β = -0.13, p < 0.05), providing support for the positive 
moderating role of Gender. Figure 1 represents a graphical representation of this interaction, showing a clear 
difference in the slopes of Role Clarity and OCB based on gender difference i.e. Male and female. The Mean OCB 
was higher for Male/Role Clarity participants compared with Female/OCB participants.  
 
Table 4: Multiple Regression Analysis for Moderating role of Work Experience 
Variables Β R2 Sig. 
RC 0.551 0.304 .000 
Work experience 0.076 0.006 .286 
Work experience x RC 0.151 0.332 .012 
Note: Dependent variable=OCB 
 
As already mentioned, Role Clarity significantly predicted OCB (β = 0.55, p < 0.01). Work experience significantly 
predicted OCB (β = 0.76, p < 0.05). The interaction term also gave significant result (β = 0.15, p < 0.05), providing 
support for the positive moderating role of Work Experience. Figure 2 represents a graphical representation of this 
interaction, showing a clear difference in the slopes of Role Clarity and OCB based on Work experience difference 
i.e. High Work Experience and Low Work experience. The Mean OCB was high for High Work experience/Role 
Clarity participants compared with Low Work Experience/OCB participants. The positive effect of Role Clarity on 
OCB is significantly stronger among employees with higher work experience compared to employees with low 
work experience. 
 
 
 
Figure 1: Figure showing Moderating Role of Gender 
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Figure 2: Figure showing Moderating Role of Work experience 
 
5. Discussion & Conclusion 
 
5.1. Discussion 
The unique contribution of the study was to ascertain the potency and the course of the demographics in relationship 
of Role Clarity and OCB in service industry. No past reported study has analyzed these relationships together. In 
confirmation with research hypotheses, findings demonstrated that work experience and gender acts as a moderator 
of the relationship. Our empirical research is in synchronization with theories that supports the importance of 
Demographic and Personal Variables in Role Clarity and OCB also. 
Starting with the Gender differences in the study, our study advocates that Role Clarity-OCB relationship is high in 
Males compared to females. The reasons can be looked from different prospective. Interestingly, as like most of the 
studies, this study is also based on sample consisting primarily of Men. In our study also 72.08% respondents are 
male. In organizations, where the majority of employees are male, Fraternization plays a great role in governing the 
way of conduct and working. The fraternity’s traditions and working style become their way of working style. The 
men being in same fraternity become more open to each other, Sharing of information problem and even helping 
each other in work even. Sharing of knowledge brings more Role Clarity and helping behavior also get heightened. 
Also, there is less willingness in women to take help and ask questions regarding work problems because they fear 
that it may be taken as a sign of weakness in male dominated organizations (Weaver, 1974). Furthermore, this gap 
becomes wider with lack of communication between two genders. Since, the workplace is male dominated, lack of 
female Role Models who have risen above their Job Description Roles and practiced OCB is there. There will be no 
or few examples in front of female employees of females who have been accepted and honoured for their Extra-role 
behaviors leading to hesitation among females to take that route even if they want to. Some of the components of 
OCB like sportsmanship, civic virtue and conscientiousness highlights the traits that are generally associated with 
men while others like altruism and courtesy although not exclusively are associated with women (Kark & Waismel-
Manor, 2005). So, men are stereotyped to have more traits of OCB to exhibit compared to women. Also, cognitive 
information processing frameworks (Taylor & Crocker, 1981), suggests that raters (e.g. Supervisors, managers, etc.) 
possess gender-role stereotypes which may result in misjudgements regarding expected OCB behavior of men and 
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women. It can lead to different interpretations of same trait shown by different gender (Fiske et al., 1991). OCB 
shown by males may be rewarded to a higher extent compared to when shown by women (Allen, 2006). This kind of 
differentiation reduces the morale and willingness of female employees to indulge in OCB in service organizations. 
Our study supports the claim made by Organ (1994) that employees portray a wide variety of OCB more often when 
they reach at a higher level of work Experience. The present study is also in confirmation with the findings of 
Mowday et al. (1982) that employees with high level of work experience demonstrates attitudes that produces 
authenticity of their past behavior and hence have stronger ties with the organization that yields OCB. Brockner 
(1988) established that due to apprehension of losing their employment, employees would work hard to prove their 
value to an organization giving rise to “Compulsory OCB Based on Stress” (Zhang et al., 2011). Fear of losing the 
job is always there and as age and experience increases fear also increases. Fear is highest in senior employees 
because of the lack of up to date knowledge and skills. Hence, they show heightened OCB to maintain their value in 
the organization. The learning by doing training which takes time, has been found to foster an insider feeling in 
individuals and removal of chaos (Feng & Tsai, 2012). It means that employees who have spent quite a long time in 
the organization, learning its working, develops confidence in his/her role and trust to provide help and direction to 
fellow workers. Long term of work experience provides confidence in helping Behavior and OCB. The Long Term 
service provides satisfaction and a positive feeling towards the organization and he falls to repay it. OCB seems to 
be the best way to do that by being more caring towards the organization’s well being and employees it has. As 
mentioned before, most of past studies are done in western setup. Indian work habits are different than westerners. 
The Indian generally believes in long service with the same organization. With the passage of time they start 
sharing, bonding with workplace and starts being more concerned about its health. Length of service or age of 
retirement is also on the higher side, which give him/her more opportunities to get attached with organizations and 
also to do good deeds for it. 
 
 
5.2. Managerial Implications 
The results from the study can be useful to the employees as well as the management in career planning and 
advancement. Management is advised to provide full understanding of the roles to the employees; full information 
regarding expectations from all the work colleagues’ whether it is written or psychological in nature. The study 
showed that Role clarity fosters OCB; organizations may persuade supervisors to provide support to employees in 
understanding their jobs. Jobs and Roles with built-in characteristics of feedback and autonomy need to be designed 
to reduce stress and tension in employees. Selection procedure of new recruits may have an assessment test to assess 
readiness of aspirants to multi dimensional demand fulfillment towards various levels of employees. Since, Work 
Experience proved to impact OCB in employees, management should device policies and schemes to retain 
employees for long Tenure like facilitating senior employees, some points based on tenure for promotion, etc. 
Special consideration should be given to commitment of employees which will lead to Extra-role behavior in future 
with them for growth of the organization. Male proved to be high on OCB; management can also appreciate and 
promote OCB actions by female employees by maintaining a healthy mix of genders. Regular recognition and 
reward to Female employees should be initiated. It will boost their confidence and trust and hence, leading to 
helping behavior by them as well. 
 
5.3. Limitations and Future research Scope 
First, we analyzed the results of self assesses responses from respondents which are based on the perception, may 
lead to results which are biased, leading to common source errors. We could have used the responses from Superior, 
peers and Subordinates as well to have the complete picture. Second, the use of cross-sectional data has limited the 
scope for causal inferences. This limitation could be removed by deploying longitudinal data. Third, the data set of 
198 respondents is quite small. The sample size could be increased to get more accurate results. Diversity should 
also be maintained based upon demographic characteristics. 
More variables can be added to know the complete and full mechanism governing OCB. These variables can be 
studied on teams and groups as well. A fuller picture can be gained by introduction of controlled variables in the 
study.  Future Research should also try to replicate this study to other countries. No comparison was made on the 
basis of type or sector of the organization.  
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5.4. Conclusion 
Overall, this study indicates that out of the hypothesis test, two are supported. A significant positive correlation was 
found to exist between Role Clarity and OCB. In an attempt to establish demographic and personality variables, i.e. 
Gender and Work Experience as Moderator of the relationship between Role Clarity and OCB various test were also 
conducted. The positive effect of Role Clarity on OCB was found to be significantly stronger among female 
employees than among male employees. Previous studies were undecided upon the impact of both genders on the 
relationship. At the same time it was found that the positive effect of Role Clarity on OCB was significantly stronger 
among employees with higher work experience compared to employees with low work experience. This result 
predicts that more work experience an individual acquires  “the more that he or she responsibly participates in, is 
involved in, or is concerned about the life of the company” (Podsakoff et al. 1990, p. 115). As stated by Turnipseed 
& Murkison (2000), “the length of time in the organization is directly related to positive feelings towards one’s 
employer and these feelings may result in some level of OCB” (p. 290). These results will help organizations 
understand and interpret employees' behavior and can foster to promote OCB in them. 
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